“How may | help you today?” 


Payments CORE CURE 


Collection Topic 


Collection Fact/Attempt 
Payment 


Hardship 


No Statement Received 


Missing Payment 


No Lower APR 


No Settlement Offer 


Fee Waiver 


Bankruptcy 


3PDM Inquiry 


Online Option 


Funds Release 


Collection Fact/Attempt 


Probing 


How may | help 
for today? 


May | ask why 
the payment 
was missed.. 


Empathize/Acknowledge 
Emotional Needs Functional Needs 
| see/seems/feel/near | | understand you 


that . want/need to 


If the customer respond on collection attempt, 
proceed on Scenario Based Sample RFD Responses 


Scenario Based Sample RFD Responses 


Fact Transition Alternative 
| see that the To understand your 
account has an situation.. 


amount due of 


If the customer declines to work on collection attempt, 
click to go back on main topic to address customer request. 


Scenario Based Sample RFD Responses 


Oversight No Statement 


Out of Town/Move Delegated Payment 


Death in the Family SAQ 


Bankruptcy Be 


Scenario Based Sample RFD Responses 


RFD Empathize/Acknowledge Fact 
Emotional Needs Functional Needs 
Oversight It seems you're itwas | | understand you just Im seeing here 
not your intention to overlooked this.. that your account 
missed this.. has an amount 


due of $xx.xx. 


Able Tentative 


Transition Alternative 


Since | have you on 
the line, let’s work on 
getting back on track 
on your account. 
Would you like to 
make a payment for 
the amount due 
today? 


Unable 


Scenario Based Sample RFD Responses 


RFD Empathize/Acknowledge Fact Transition Alternative 
Emotional Needs Functional Needs 
Out of the | see. Hope | Know that trips like Im seeing here Would you like to 
country everything went well this can be very tiring. that your account make a payment for 
on your trip. has an amount the amount due 
Let’s go ahead and due of $xx.xx. today? 


have this account one 
less worry for you, 


Move | see. | hope that your | | understand that this Im seeing here To have this one less 
you’ve already could take a lot of your | that your account for you to worry 
unpacked your time and energy. has an amount about, 
boxes? due of $xx.xx. Would you like to 


make a payment for 
the amount due 
today? 


Able Tentative Unable 


Scenario Based Sample RFD Responses 


RFD Empathize/Acknowledge Fact Transition Alternative 
Emotional Needs Functional Needs 
Unemployment I’m sorry you're going | I know that you might Im seeing here Do you think you 
SAQ through a tough time. | need to prioritize your that your account would be able to set 
Pandemic Hopefully everything funds for the time has an amount aside funds to make 
would get better soon. | being. due of $xx.xx. a payment to bring 
the account up to 
date? 
Tentative Unable 


Able 


Scenario Based Sample RFD Responses 


RFD Empathize/Acknowledge 
Emotional Needs Functional Needs 
Bankruptcy Thank for sharing that | | know that it is very 
information. difficult to arrive on this 
decision. 


Bankruptcy Task 


Fact 


You might want to 
reach out to your 
attorney regarding 
this account 
moving forward. 


Transition Alternative 


May | also have your 
attorney's name and 
bankruptcy Chapter 
number your filling 
for so | can note 
your account? 


Scenario Based Sample RFD Responses 


RFD Empathize/Acknowledge Fact Transition Alternative 
Emotional Needs Functional Needs 
Working We appreciate your | understand Im seeing here that Do you have the For the time being 
with 3PDM attempt to resolve that as much your account has an proposed amount and that we are still 
this debt. Hopefully as possible amount due of $xx.xx. the target date for the waiting for the 
everything will goas | you'd like to first payment? proposal, would 
planned with the deal with them | I would just like to give | May | note your account | you like to make an 
company your regarding this you aheads that what | ofthe phone number arrangement to 
working with. account. would usually happen and the name of the prevent the 
is that the company will | company your working account from 
be sending us a with? moving further 
proposal that will be behind? 


subject for approval. 


Able Tentative Unable 


Scenario Based Sample RFD Responses 


RFD 


Death in the 
Family 


Empathize/Acknowledge Fact 

Emotional Needs Functional Needs 
I’m sorry to hear that. | | know this can | Im seeing here that 
In behalf of Capital be a difficult your account has an 
One, we’d like to time for you amount due of $xx.xx. 
extend our and we are her 
condolences. to help the 

best way that 

How about you? we can. 
How are you coping 
up? 


Able Tentative 


Transition Alternative 


Let's work on your 
account so this can be 
one less for you to worry 
about. 


Do you think you would 
be able to set aside 
funds to make a 
payment to bring the 
account up to date? 


Unable 


Scenario Based Sample RFD Responses 


RFD 


No 
Statement 
Received 


Empathize/ 
Acknowledge 


Thank you for 
informing us 
that you're 
didn’t receive 


your statement. 


Let me check 
this for you. 


Able 


Probing 


Are aware that your 
preference are online 
statement? 


| see here that the 
account has an 
amount due of $xx.xx 


Did you have any 
recent changes on 
your mailing address? 
| see here that the 
account has an 
amount due of $xx.xx 


Fact 


But understand you might 
not be aware on your online 


preference. More than 


likely the change happen 


when the account was 


enrolled in online banking. 


Thank you as well for 
confirming that your 


address is still the same. | 
also did check and we do 
not have any return mail 
notice on the statement we 


sent you. 


Tentative 


Transition 


If | heard you right 
you still prefer 
receiving it by 
mail? 


Would you like 
me to resend you’ 
your statement 
copy? 


Unable 


Alternative 


If you want I can 
update your 
preference back to 
paper? 


While doing so, | 
can also process 
the payment for 
you. 


Scenario Based Sample RFD Responses 


RFD Empathize/Acknowledge 
Emotional Needs Functional Needs 
Delegated I ‘m sorry to If I understand it, 
Payment hear about your / 
this. is supposed to 


make a payment 
for you on this 
account. 


Able 


Fact 


Im seeing here that 
your account has 
an amount due of 
$XX.XX. 


Tentative 


Transition 


Since | have you on 
the line | can 
process the 
payment for you. 


Unable 


Alternative 


As for , we Can list 
him/her as OKSW to authorize 
her on making payments for 
you. But for other request we 
might still need to have you on 
the line.. 





Scenario Based Sample RFD Responses 


RFD Empathize/Acknowledge Fact 


Emotional Needs 


SAQ | ‘m sorry that 
you're going 
through a 
tough time. 


Able 


Functional Needs 


If | understand Im seeing here that 
you’re unable to your account has 
pay an amount due of 
$XX.XX. 
Tentative 


Transition 


Since | have you on 
the line | can 
process the 
payment for you. 


Unable 


Alternative 


As for , we Can list 
him/her as OKSW to authorize 
her on making payments for 
you. But for other request we 
might still need to have you on 
the line.. 





Scenario Based Sample RFD Responses 


RFD Empathize/Acknowledge Fact 


Emotional Needs 


SAQ | ‘m sorry that 
you're going 
through a 
tough time. 


Able 


Functional Needs 


If | understand Im seeing here that 
you’re unable to your account has 
pay an amount due of 
$XX.XX. 
Tentative 


Transition 


Since | have you on 
the line | can 
process the 
payment for you. 


Unable 


Alternative 


As for , we Can list 
him/her as OKSW to authorize 
her on making payments for 
you. But for other request we 
might still need to have you on 
the line.. 





Payment (Able) 


Payment (Tentative) 


Payment (Unable) 


Payment (Able) 


Probing Empathize/Acknowledge 
Emotional Needs Functional Needs 


You mentioned Great! Capital ONe appreciates.. 


you want to pay | (Analytical) intention to keep on track... 

the amount due | (Amiable) desire to be back on track 

today/on xx/xx. (Driver) your time on... 
(Expressive) effort on making this.. 


Summary of Social 
Style Preferences 


Fact 
(WIFMS) 


By doing so.. 
..this will restore 
your charging 


privileges back 


...will stop phone 
calls 


Transition Alternative 


Let me go ahead and 
make this payment 
official.. PBP 


Disclosure) Offer online 


option 


Payment (Tentative) 


Probing 


You mentioned 
you’re unable to 
pay the amount 
due. If not for 
the amount due, 
how much are 
able to pay? 


Would you be 
able to pay 


$xx.xx to at least 


cover past due 
amount/ xx 


amount worth of 


payment? 


Summary of Social 


Great! Capital One appreciates.. 


( 
( 
( 
( 


Empathize/Acknowledge 


Emotional Needs 


Functional Needs 


Analytical) intention to make partial payment 


Amiable) 
Driver) 


Style Preferences 


Able 


desire to work with us 
your time to work on an arrangement 
Expressive) effort just to make this partial amount 


Unable 


Fact 
(WIFMS) 


This arrangement 
would at least 


..prevent the 
account from 
going further past 
due. 


..make it easier 
for you to play 
catch up on your 
payment. 


Transition 


May | ask when can 
you pay the rest to 
cover the rest of 
what is due? 


Since you mentioned 
you can cover the 
rest by xx/xx, which 
is beyond your due 
date, would you mind 
if | provide you the 
amount that will bring 
the account up to 
date and within the 
limit by then? 


Alternative 


Rest assured 
that if the 
amount would 
be too much 
for you, we 
can still check 
other 
arrangement 
that will work 
for you for the 
time being. 


Cure 
Calculator 
Disclosure 


Payment (Unable) 


Probing | Empathize/Acknowledge Fact Transition 
BAP Amount | | understand that it would be It seems that we | understand 
helpful if we are able to come are unable to come | that this might 
Snapshot up with an arrangement or up with an option as | not be the 
Survey offer/program because of your of this time. answer you're 
situation.. looking for. 


Summary of Social 
Style Preferences 


BAP Snapshot 


Alternative 


If in case in there are updates 
on your situation, don’t hesitate 
to to call us so we can check 
options we may have for you. 


Rest assured that our 
communication line is open and 
we are looking forward on 
updates you might have for us 
in case the situation is still the 
same or hopefully better by 
then. 


Probing Question 


BAP 


Customer Snapshot 


Reset Minimum Payment 


Reset Minimum Payment 


